
 

Los Angeles County 
Quality and Productivity Commission 

NOTICE OF REGULAR MEETING 

 
M E E T I N G   A G E N D A 

 
1. Call to Order…....…………………………….…...Commissioner Bacharach 

 
2. Approval of the April 26, 2021 meeting minutes 

 
3. Presentation of Productivity Investment Fund (PIF) proposals (for 

discussion and possible action) and Fund Balance Report, Fiscal Year 
2020-21, 4th Quarter………………………………...Commissioner McIntyre 
 
21.12 – Public Health, for Electronic Plan Check System, $208,000 Grant 
(PIB Recommends $208,000 Grant) Commissioner Landres to present 
 
21.13 – Natural History Museum, for Customer Relationship 
Management Solution Phase II, $375,000 Grant (PIB Recommends 
$375,000 Grant) Commissioner Gutierrez to present 
 

4. Chair’s Report: Administrative Items, Department Visits, Ad Hoc 
Committee Status (5 minutes)………….………Commissioner Bacharach 
 

5. PMN Chair’s Report: General Meeting and Training (2 
minutes)……………………………………………………...Arman Depanian 
 

6. Executive Director’s Report: Commission Events Update, Calendar of 
Events, Deadlines, Administrative Items (2 minutes)……Jackie Guevarra 

  

Monday, June 28, 2021, 10:00 a.m. 
 

Members of the public may participate or listen to the meeting  
via telephone at: 

Call in Number: (669) 900-9128 
Meeting ID: 884 8380 1717  

Passcode: 064779 
Join Zoom Meeting  

https://us02web.zoom.us/j/88483801717?pwd=UjlUTDI3dGhmMkczOXFM
bEJJTE1Vdz09 

 
Written Public Comment may also be submitted to Jackie Guevarra   

by Sunday, June 27, 2021 (received by 4:00 p.m.): 
jguevarra@bos.lacounty.gov 

 
*Any information received from the public by Sunday, June 27, 2021 at  

4:00 p.m. will become part of the official meeting record. 
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7. Roadmap to Economic Recovery Board Motion (April 28, 2020, Agenda No. 20) – Prosper LA 

(https://prosperla.lacounty.gov/) Update (5 minutes)…………………Commissioner Bacharach 
 

8. Leadership Conference Ad Hoc Committee Update (2 minutes)…………Commissioner Wright 
 

9. Productivity and Quality Awards Ad Hoc Committee Update (20 minutes)…..Commissioner 
Henderson 
 

10. Department Visits Report (5 minutes) ……………………………………Commissioner Penichet 
 
• Auditor-Controller  
• Department of Human Resources 
• Department of Children and Family Services 
• Registrar-Recorder/County Clerk 
• Department of Public Works 
• Treasurer and Tax Collector 
• Department of Health Services 

 
11. 2021-2025 Strategic Plan Ad Hoc Committee Update (10 minutes)………Commissioner Harris 

 
12. Countywide Criminal Justice Coordination Committee (CCJCC) Update (2 

minutes)……………………………………………………………………...Commissioner McIntyre 
 

13. Reopening: Discussion on virtual and/or in-person meetings (2 
minutes)…………………………………………………………………...Commissioner Bacharach 

 
14. Procurement Ad Hoc Committee Update (2 minutes)………………………Commissioner Butler 

 
15. Commissioner Announcements regarding conferences, meetings, and gatherings of interest 

to the Commission (2 minutes) – For Discussion Only 
 

16. Commissioner Discussion on goals, ideas, future projects, and/or direction of the Commission 
(2 minutes) – For Discussion Only 

 
17. Matters not on the Posted Agenda (3 minutes) – to be presented and placed on a future 

agenda. – For Discussion Only 
 

18. Public Comment (3 minutes for each speaker) 
 

19. The next full Commission meeting will be held on Monday, July 26, 2021, at 10:00 a.m. 
 

https://prosperla.lacounty.gov/
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LOBBYIST REGISTRATION 
Any person who seeks support or endorsement from the Commission on any official action may be subject to the provisions of 
Los Angeles County Code, Chapter 2.160 relating to lobbyists.  Violation of the lobbyist ordinance may result in a fine and other 
penalties.  For more information, call (213) 974-1093. 
 

ACCOMMODATIONS 
Accommodations, American Sign Language (ASL) interpreters, or assisted listening devices are available with at least 3-business 
days notice before the meeting date.  Agendas in Braille and/or alternate formats are available upon request.  Please telephone 
(213) 974-1431 (voice) or (213) 974-1707 (TDD), from 8:00 a.m.-5:00 p.m., Monday through Friday. 
 

SUPPORTING DOCUMENTATION 
Supporting documentation can be obtained at the Quality and Productivity Commission Office, 565 Kenneth Hahn Hall of 
Administration, 500 West Temple Street, Los Angeles, CA  90012 or jguevarra@bos.lacounty.gov. 
 

PUBLIC COMMENT 
Commission meetings are open to the public. A member of the public may address the Commission on any Agenda item.  In 
addition, during the General Public Comment item on the agenda, a member of the public has the right to address the Commission 
on items of interest that are not on the agenda but are within the subject matter jurisdiction of the Commission. A request to 
address the Commission must be submitted to Commission Staff prior to the item being called. Comments are limited to a total 
of six (6) minutes per speaker per meeting, at up to two (2) minutes per item.  The Commission may further limit public input on 
any item, based on the number of people requesting to speak and the business of the Commission. 

mailto:jguevarra@bos.lacounty.gov
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Los Angeles County 
QUALITY AND PRODUCTIVITY COMMISSION 

 
MINUTES OF THE MEETING OF 

April 26, 2021 at 10:00 a.m. 
Virtual Meeting 

Call in Number: (669) 900-9128 
Meeting ID: 853 1837 7873  

Passcode: 814015 
Join Zoom Meeting  

https://us02web.zoom.us/j/85318377873?pwd=TENPU2lXaFluRFpMblp3b3R
saGdlQT09 

 
********************************************************************* 
THE FOLLOWING COMMISSIONERS WERE PRESENT  
(TAKEN BY ROLL CALL): 
Jacki Bacharach   Nichelle Henderson 
Maxwell Billieon   Shawn Landres 
Viggo Butler    Huasha Liu 
Andrés Cuervo   Edward McIntyre 
Teresa Dreyfuss   Blaine Meek 
Rodney Gibson   E. Scott Palmer 
Evelyn Gutierrez   William B. Parent 
Nancy Harris    Will Wright 
    
ABSENT 
Jeffrey J. Penichet 
Arman Depanian 
 
PRODUCTIVITY MANAGERS’ NETWORK (PMN) 
Heidi Oliva, 1st Vice Chair 
 
CALL TO ORDER      
The Chair called the meeting of the Quality and Productivity Commission to 
order at 10:01 a.m. 
 
Commissioner Bacharach welcomed everyone to the April 26, 2021 meeting 
and noted the meeting is being recorded.  She announced that members of 
the public can send their questions or comments to Jackie Guevarra during 
the meeting via email at jguevarra@bos.lacounty.gov.  Any information 
received will become part of the official meeting record.  She also announced 
that the opportunity to speak and vote on the agenda items will be taken by 
roll call. 
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Members of the public were also given the opportunity to send their comments and 
questions to the Executive Director by April 25, 2021, 4:00 p.m. No written comments 
were received.  However, members of the public can continue to send public comment 
to Jackie Guevarra during the meeting, and any information received will become part of 
the official meeting record.   

 
 APPROVAL OF MARCH 22, 2021 MINUTES  
Commissioner Landres moved to amend the minutes of March 22, 2021.  On Page 6, 
under 21.8 – Workforce Development, Aging and Community Services, for Addressing 
Bias & Hate Using Art Justice & Cultural Action Strategies, the votes were not reflected 
correctly.  Commissioner Landres abstained from voting and Commissioner Parent 
recused himself from voting on the item.  The minutes, as amended, was seconded by 
Commissioner Liu and unanimously approved. 
 
PRESENTATION BY THE CHIEF EXECUTIVE OFFICE ON THE STRATEGIC 
INTEGRATION BRANCH, INCLUDING THE HOMELESS INITIATIVE AND ANTI-
RACISM, DIVERSITY, AND INCLUSION (ARDI) INITIATIVE 
Commissioner Bacharach introduced and welcomed Tiana Murillo, Assistant Chief 
Executive Officer, Strategic Integration Branch (SIB), Cheri Todoroff, Interim Director, 
Homeless Initiative, and Dr. D’Artagnan Scorza, Executive Director, ADRI.  The SIB 
coordinates the development and implementation of special and ad hoc Countywide 
initiatives that represent high priorities for the Board of Supervisors.  Ms. Murillo and her 
team also briefed Commissioners on the following topics (a PowerPoint accompanied 
her presentation): 

• Alternatives to Incarceration Initiative  
• Anti-Racism, Diversity, and Inclusion Initiative 
• Center for Strategic Partnerships 
• Chief Information Office 
• Chief Sustainability Office 
• Homeless Initiative 
• Service Integration Branch 
• Women & Girls Initiative 

 
CHAIR’S REPORT:  ADMINISTRATIVE ITEMS, DEPARTMENT VISITS, AD HOC 
COMMITTEE 
Commissioner Bacharach reported the following: 

• The next two regular Commission meetings are Monday, June 28, and July 26, 
2021.  We are looking for speakers for the July 26, 2021 meeting.  If anyone has 
recommendations, please contact Jackie Guevarra 

• The next Productivity Investment Board (PIB) meeting is scheduled for Monday, 
May 24, 2021 
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• Met with the 2nd District on April 20, 2021 to promote the Commission and 
discuss 2nd District appointees to the Commission.  We discussed the following 
items with Meghan Sahli-Wells:  Departments Visits, PIF, Special Projects 
(Prosper LA, Digital by Default, DPSS Eligibility Works), Leadership Conference, 
PQA, and meeting speakers to educate the Commissioners on County 
processes.  She was interested on how we are promoting sustainability 

• On April 20, 2021, the Board of Supervisors created a new Department on Aging.  
The Chief Executive Office will begin a phased approach with the Department, 
starting October 1, 2021.   The motion calls for a temporary Supervisor 
Administrator on or before July 1, 2021.  The temporary Supervisor will begin 
reviewing temporary staffing needs and requirements for the new Department 

 
PMN CHAIR’S REPORT:  GENERAL MEETING AND TRAINING 
Heidi Oliva, 1st Vice Chair, reported the PMN Executive Committee met on April 8, 
2021.  The meeting included the Chair of the PQA Ad Hoc Committee and the PMN 
Executive Committee to kick-start the PQA season.  The Executive Committee also 
planned the May 5, 2021 PMN General Meeting and Training.  Discussions included a 
review of the PQA program, which included: 

• The theme selected for this year is “Leading with Excellence” 
• This year’s PQA will be a virtual event using Lunchpool.  The platform will allow 

up to 1,000 people to attend.  Information on Lunchpool will be provided at the 
May 5, 2021 PMN meeting and a brief demonstration will be scheduled in August 
with Productivity Managers 

• There is a new award category “COVID-19 Impact Award” this year.  The 
description is “Highlighting the outstanding efforts and innovations by County 
departments during the pandemic, which leads the path to COVID recovery.”  
The implementation date for this award is on or before December 31, 2020.  After 
discussion, the following recommendation were made regarding the new award: 
 Project that do not meet the 1-year criteria for a PQA application, will not be 

eligible for any other awards and will only be eligible for the COVID-19 Impact 
Award.  Once an application is submitted, the Department cannot submit the 
same project in subsequent years 

 The application will identify entries for the COVID-19 Impact Award   
 Department can submit unlimited number of projects for this award  

• Reviewed the PQA guidelines and application; electronic signatures will be 
accepted this year 

• Evaluation – The evaluation will be held electronically this year between July 26 
to August 4, 2021 
 The deadline to submit the scoring sheet will be on August 4, 2021, by 5 p.m. 
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 Only one scoring sheet per department will be accepted (standard practice) 
 Productivity Managers will be asked not to share the documents with anyone 

• Commissioner Henderson reported that historically there was a charge to attend 
the PQA luncheon, except for a few who received complimentary tickets.  The 
revenue offset some of the Music Center’s costs. Lunchpool charges is estimated 
at $7,349 compared to the 2019 Music Center charges of $61,251.  After 
discussion, the following recommendation were made: 
 Guests will all be complimentary for this year 
 Commission staff will look into Eventbrite to register guests 

• The May 5, 2021 PMN General Meeting and Training will be held virtually.  The 
agenda includes: 
 A presentation by Inna Sarac and Keisha Belmaster on the PQA program.   
 Commission staff will contact Human Resources to provide a 1-hour 

presentation on Diversity:  Skills for the 21st Century Workforce 
• FY 2020-21 4th Quarter PIF proposals were due on April 6, 2021.  Two proposals 

were received from Public Health and Natural History Museum.  The PIB 
Advisory met on April 14 to review and discuss the proposals with Department 
representatives.  The projects will move forward to PIB meeting on May 24, 2021 

 
EXECUTIVE DIRECTOR’S REPORT:  COMMISSION EVENTS UPDATE, CALENDAR 
OF EVENTS, DEADLINES, ADMINISTRATIVE ITEMS 
Jackie Guevarra, Executive Director, reported the following: 

• The Human Resources Division (HRD) is issuing new employee and 
Commissioner ID badges.  Photos will be taken by appointment or walk-in by the 
Photography Unit 

• The annual Form 700 was due on Thursday, April 1, 2021.  Outstanding forms 
can be submitted online or hard copies sent to the Conflict of Interest Division 

• Commission staff sent out reminders on April 5, 2021 to eleven Commissioners with 
outstanding Trainings; contact the HRD for log-in or access issues  

• County Reopening/Commission Meetings-The Executive Office asked to start looking at 
what re-openings look like for Commission meetings.  The Commission has 12 Brown 
Act meetings a year (eight Commission and four PIB meetings).  Hosting virtual or in-
person meetings will depend on changes to the Brown Act meeting rules.   
 Commissioner Landres reported that there are a couple of state Assembly bills on 

the Brown Act pending (e.g., AB361).  The Bill would codify the Governors Executive 
Orders to continue remotely during and after the pandemic.  The matter will be 
discussed further at the June 28, 2021 Commission meeting based on 
Commissioner Landres updates on Brown Act discussions 

• The Spring Quarterly Newsletter was published on April 2, 2021.  The Summer 
Quarterly Newsletter is scheduled to be issued by end of June 2021 

• Work on the 2020 Annual report is in progress and will be electronic  
• Staff are working on the 2022 Calendar of Events/Meetings 
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ROADMAP TO ECONOMIC RECOVERY BOARD MOTION (APRIL 28, 2020) – 
PROSPER LA UPDATE (AGENDA #7) 
Commissioner Bacharach made the following update: 

• The next quarterly report is due June 30, 2021 
• Since the last report, we have received nine ideas on the website from March 1 

to April 22, 2021. The types of Contact:  Residents (4); Nonprofits (3); Business 
(1); County Employee (1); Idea by Category:  Business Assistance (2); Other (7)   

• Submitted Prosper LA for the National Association of Counties Achievement 
Awards (NACo):  Best of County Administration and Management category the 
winners will be notified the week of April 26, 2021 

• Will provide a follow-up with the 5th District on what are the next steps, including 
a sunset date and frequency of reporting 

 
LEADERSHIP CONFERENCE UPDATE (AGENDA #8) 
Commissioner Wright, Chair, Leadership Conference Ad Hoc Committee, gave the 
following report: 

• Next ad hoc Committee meeting is Tuesday, April 26, 2021 at 12:00 p.m. or 
immediately following the QPC meeting 

• The Conference will be held virtually on June 2, 2021, using Zoom from 9:00 
a.m. – 11:00 a.m.  

• The theme is Think Forward:  Governing Beyond the Digital Divide. It is an 
opportunity to “share best practices for governing beyond the digital divide to 
ensure that all interactions are inclusive and equitable for County employees and 
residents”   

• Fesia Davenport, CEO, will be the Keynote Speaker.  Guest speakers include 
Rebecca F. Kauma, Program Manager, City of Long Beach, Stephen Goldsmith, 
Director of Innovations in Government Program, Harvard Kennedy School and 
Chike Aguh, Chief Innovation Officer, U.S. Department of Labor 
 

PRODUCTIVITY AND QUALITY AWARDS (AGENDA #9) 
Commissioner Henderson, Chair, Productivity and Quality Awards Ad Hoc Committee, 
gave the following report: 

• The ad hoc Committee met in March and April to consider whether to have the 
34th Annual PQA Awards live or virtual.  The committee discussed the 
announcement memo, application, guidelines, and the awards category.  On 
March 4, 2021, the Committee participated in a demonstration of the Lunchpool 
platform.  After discussion, the Committee recommended the 2021 PQA be held 
virtually using the Lunchpool platform 

• The PQA is scheduled for Wednesday, October 13, 2021, 11:00 a.m. – 1:00 p.m. 
• This year’s Theme is “Leading with Excellence” 
• Supervisor Hilda Solis has confirmed her attendance 



Quality and Productivity Commission 
April 26, 2021 
Page 6 

 

 

• For consideration and vote are the following options: 
1. Host the event virtually via Lunchpool at a cost of $7,349 
2. Host a hybrid event virtually via Lunchpool + live awards presentation  
3. Host an in-person event 

 
After discussion and questions, Commissioner Landres made a motion to approve 
Option 2, a hybrid format with a 1 p.m. start time in the Board Hearing Room.  Further 
discussion and planning for the related reception (including food), will be added to the 
August meeting agenda.  The Commission will revisit County public health rules at that 
time regarding hosting a reception and serving food.  Also, authorize up to $10,000, if 
needed, for staff to resolve the interactive platform experience for those not in person.  
The motion was seconded by Commissioner Gutierrez. 
 
The motion was approved by the following vote (taken by roll call): 

   
   Ayes: Commissioners Bacharach, Butler, Cuervo, Dreyfuss, Gibson, Gutierrez, 

Harris, Henderson, Landres, Liu, McIntyre, Palmer, Parent and Wright  
Nos: Commissioner Billieon 
Abstain: None   

 
Commissioner Meek was not present and did not vote. 
 
DEPARTMENT VISITS AD HOC COMMITTEE (AGENDA #10) 
Commissioner Bacharach reported on behalf of Commissioner Penichet.  She reported 
on the Department Visit for the Los Angeles County Museum of Art.  After discussion, 
the Commission received and filed the report.  She also reported that there are four 
upcoming Department Visits in May 2021 (Auditor-Controller, Agricultural 
Commissioner/Weights and Measures, Human Resources, and Department of Children 
and Family Services).   
 
2021-2025 STRATEGIC PLAN AD HOC COMMITTEE UPDATE (AGENDA #11) 
Commissioner Harris, Chair, Strategic Plan Ad Hoc Committee, gave the following 
report: 

• The Commission is back on track with the 2021-2025 Strategic Plan. She 
introduced Cynthia “Cyndi” Sax, PSI, who will lead/facilitate the Commission’s 
strategic planning process.  Cyndi Sax is a Senior Vice President and 
organizational development consultant with more than 20 years of experience 
leading employee assessment and organizational effectiveness initiatives. She 
has designed and implemented successful employee developmental, change 
management, and coaching programs across business sectors and industries, 
including global programs for Fortune 50 enterprises as well as with small, family 
owned businesses.  
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• PSI has extensive knowledge of the operations and goals of the County and 
works directly with the Board and Board Offices on the Board’s desired direction 
for Department Heads and County departments. PSI is also very familiar with the 
Executive Office (EO).    

• Cyndi Sax provided a brief overview on the next steps and timeline for the 
Commission’s 2021-2025 Strategic Plan 

 
STRATEGIC LEARNING REPORT AD HOC COMMITTEE UPDATE (AGENDA #12) 
Commissioner Gibson, 2021 Report Chair and Commissioner Cuervo 2020 Report 
Chair, gave the following report: 

• Review of the final draft is in progress with Commissioners Landres and Cuervo.   
• A copy will be shared with the ad hoc Committee for review 

 
COUNTYWIDE CRIMINAL JUSTICE COORDINATION COMMITTEE (CCJCC) 
UPDATE (AGENDA #13) 
Commissioner McIntyre gave the following report: 
• The CCJCC met on April 14, 2021, at noon via Microsoft Teams 
• Ad Hoc work group provided an update on prisoners who were released from the 

Los Angeles County Jail (Jail) between January 2019 – June 2020.  There were 360 
people released from the Jail (about 20 people a month).  About 9-10 of those 
released a month have not had access to opioids while in jail and usually die when 
they start the opioids after being released.  A total of 169 individuals about 46% 
have died from an opioid overdose 

• There was an overview of One to One, anti-bias remediation education program 
implemented by the Museum of Tolerance and funded by a Department of 
Homeland Security grant 

 
COMMISSIONER ANNOUNCEMENTS REGARDING CONFERENCES, MEETINGS, 
AND GATHERINGS OF INTEREST TO THE COMMISSION (AGENDA#14) – FOR 
DISCUSSION ONLY 
Commissioner Gutierrez noted on last week’s Board agenda that the Board approved 
splitting the Workforce Development, Aging and Community Services to the Economic 
and Workforce Department and Department of Aging.  She was concerned about how 
the split would affect any of the Department’s existing PIF grants or loans.  She asked 
the Executive Director to keep the Commission apprised of any other changes.  Jackie 
Guevarra stated she will speak with the Department at some point to see where the PIF 
project(s) are going to stay with and report back to the Commission. 
 
COMMISSIONER DISCUSSION ON GOALS, IDEAS, FUTURE PROJECTS, AND/OR 
DIRECTION OF THE COMMISSION (AGENDA #15) – FOR DISCUSSION ONLY 
Commissioner Wright invited Commissioners to attend the LA River Master Plan 
meeting.  He added the invitation link to the Zoom Chat box if any Commissioner would 
like to attend. 
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MATTERS NOT ON THE POSTED AGENDA TO BE PRESENTED AND PLACE ON A 
FUTURE AGENDA (AGENDA #16) – FOR DISCUSSION ONLY 
Commissioner Billieon asked for an item to be added on the next agenda to discuss use 
of SMS and text messaging for future Commission communication.  Commissioner 
Bacharach will add this matter to the next Officers meeting for further discussion. 

 
PUBLIC COMMENT 
None 
 
ADJOURNMENT 
Commissioner Bacharach adjourned the meeting at 12:54 p.m.  The next full 
Commission meeting will be on Monday, June 28, 2021. 

 
 

 
 
 



                                                
 

 

 

 

 

 

 

 

 

 

May 24, 2021 
 
Commissioner Jacki Bacharach, Chair 
Quality and Productivity Commission 
Hall of Administration, 500 Temple Street, Room 585 
Los Angeles, CA 90012 
 
Dear Commissioner Bacharach: 
 
I am pleased to submit a Productivity Investment Fund (PIF) Grant Proposal for Electronic 
Environmental Plan Check System from our Environmental Health (EH) Division in the amount 
of $208,000.  The implementation of this electronic software will elevate our plan check system 
to industry standard and will facilitate our Plan Check Program to virtually and remotely meet 
with its clientele  and provide improved and enhanced services while observing the socially 
distancing requirements of the Center for Diseases Control and Prevention.   
 
While this project has long been a priority at the Department of Public Health (DPH), we were 
obliged to focus on other emergent issues as we fought the H1N1, the West Nile, the MRSA, 
the Ebola and the HepA.  Environmental Health was keeping an eye on restaurant and health 
facilities standards with its grading systems and on environmental and climate and carbon 
footprint reduction.  The pandemic has clearly underlined the need to provide a new way to 
service and collaborate with internal County sister departments and our external clients and 
partners in local jurisdictions.   
 
As you may see from the attached application proposal, we have received tremendous support 
from these entities which all welcome our plan to implement the state of the arts software 
system in the plan checking procedure.  DPH will benefit from their experience with this new 
path to expedite plan check and can now proceed expeditiously without much hindrance.  In 
addition, our Informational Technology Executive Team gave this project a top score during 
project review session for its compatibility to our strategic IT goal. 
 
I take this opportunity to thank you for the Commission’s consistent support during this difficult 
year of COVID where the DPH staff along with other County employees have rose to meet the 
challenge of giving their upmost to ensure the health and wellbeing of the Los Angeles County 
constituents. Your personal encouragement and praise have also lifted our spirits. 
 
Sincerely, 
 
SIGNATURE ON FILE 
Barbara Ferrer 
Director 
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well as self-guided, online training courses. Many of these training resources, in the form of 
tutorials and webinars, are free for customers. 

Is this an Information Technology project?  If 
yes, please obtain endorsement and sign off 
from your department’s CIO/IT manager and 
answer question 5 on page 3 below. 
 

 Yes  No  N/A 
 

Amount Requested: 
 
             Loan           Grant                   Total 

              $0 $208.000  

Cost Analysis Summary.  Attach detail for A and B, including staff, equipment, supplies, etc. 
Implementation Project:                                               
                          Period     Year 1        Year 2       Year 3 
  

A. Annual Cost of Current Process:           0                0               0    

B. Estimated Annual Cost of 
Proposal: 

150,200 47,900      9,900              
900 C. Savings (B minus A 150,200       47,900      9,900 

 
 
 

  
 Funds Flow Summary:  Indicate the amount of funds needed during implementation by 

period (fiscal year and quarter) 

      FY 21/22 FY 22/23 FY23/24 

1st Quarter  $ 91,000 $ 38,000 $        0 

2nd Quarter  $ 18,900 $   9,900 $ 9,900 

3rd Quarter  $   9,900 $          0 $        0 

4th Quarter  $ 30,400 $          0 $        0 

TOTAL      $208,000                                    

Quality and Productivity Manager (Print and 
Sign) 
 
Catherine Mak, MBA 
Telephone Number: (213) 288-7240 
E-mail: cmak@ph.lacounty.gov 

Project Manager (Print and Sign) 
 
 
James Dragan  
Telephone Number: (626) 430-5210 
E-mail: jdragan@ph.lacounty.gov 

Department CIO/IT Manager (Print and Sign) 
 
 
David Cardenas, JD, MPH 
Telephone Number: (323) 914-8163 
E-mail: dcardenas@ph.lacounty.gov 

Budget/Finance Manager (Print and Sign) 
 
 
Victor Cortez, MS, MBA 
Telephone Number: (323) 914-7821 
E-mail: vcortez@ph.lacounty.gov 
 

Department Head (Print and Sign)                                                   
 
 
Barbara Ferrer, MPH, MEd, PHD                                                      
Telephone Number: (213) 288-8117 
E-mail: bferrer@ph.lacounty.gov 

** Original Signatures Required ** 
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QUESTIONS 

1. Has this proposal been submitted before for a Productivity Investment Fund loan or 

grant?   Yes   No X  

If so, when (date)?        

          

2. Was this proposal included in the department's current budget request? 

 Yes      No X  If no, why not?  

    This additional cost is not accounted for under the department’s current budget request.  

Therefore, DPH-EH is seeking grant funding from the Commission. DPH has had to focus 

on such emergent issues as the H1N1, West Nile, MRSA, HepA over the years and devoted 

its resources to those efforts.   While the need for a new software for plan check was an 

issue that was a top priority, the overwhelming need to improve health and the well-being of 

the residents of LA county superseded the installation of software for plan check review.  

                

3. How many years will it take for the loan to be paid back (3 years maximum without 

special approval)?  Where will the funds come from to repay the loan?  

Not Applicable. DPH-EH is requesting the cost to be covered by the grant. DPH-EH is 

currently facing a deficit as a result of the COVID-19 pandemic.  Food businesses were 

heavily impacted by the pandemic and many establishments were not able to pay their 

public health permit for FY 20-21, therefore we are in a deficit of $6.4M. For this reason, 

a loan would not be an option.  

 

Hard Dollar Savings        Cost Avoidance                

Revenue Generation        Other (please explain)      

   

4. Discuss potential for revenue increase, service enhancement, future cost avoidance 

and/or cost savings.  Does it reduce net County cost? 

Once the  electronic plan check review software is implemented, DPH-EH would be able 

to reduce County costs associated with the transport of bulky paper plans in staff 

mileage reimbursement and physical and accidental risk injury possibilities in lifting and 

transportation of heavy paper plan sets. For 2020 calendar year, Food Plan Check staff 

delivery activities incurred a total cost of $14,000. There will also be a significant 

savings for our customers, who will no longer need to print and deliver 3 sets of paper 

plans.  Also, the implementation of an electronic plan review software will lead to public 

customer service enhancement since the ability to collaborate with other County 
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Last Updated:  May 1, 2019 
Department:   

Natural History Museums of Los Angeles County 

Date:   

May 17, 2021 

Project Name:   

Customer Relationship Management Solution: Phase II 

PURPOSE OF FUNDING (50 words).  Describe how the PIF funding will be used. 
NHMLAC requests a $375,000 grant to complete the second and final phase of the CRM project and 
achieve the following milestones: 

• Convert and migrate all existing 100,000+ records
• Validate data, test and re-test for accuracy
• Integrate and customize seven plug-in modules
• Train staff to maximize system features

SUMMARY OF PROJECT, INCLUDING BENEFITS (300 words). Describe benefits and potential multi-
departmental or countywide adaptation. 
In June 2020, the Quality and Productivity Commission’s (QPC) Board approved a generous $300,000 
grant to the Natural History Museums of Los Angeles County (NHMLAC) to begin implementing Phase I of 
a state-of-the art, fully-integrated customer relationship management (CRM) software solution. As 
detailed in our recent Annual Status Report of January 2021, NHMLAC has completed this first phase of 
the project. The $375,000 being requested for the second phase will pay for: 1) the required upgrades to 
our current ticketing system; 2) the donor database software licenses that will enable the Advancement 
Department to link to the CRM system; 3) the purchase of six plug-in modules that will allow all other 
departmental functions to be integrated; and 4) to pay for a consultant’s time to implement these 
features and customize the solution based on NHM’s specific needs. 

When we made our initial request to the QPC last year, the original budget estimate for this project was 
$750,000. However we have been able to reduce our overall request by $75,000. Having now identified 
and purchased the CRM system, we have a better understanding of the expenses involved in terms of 
additional licensing and number of plug-in modules needed, and have taken measures under the guidance 
of a consultant to maximize efficiencies throughout the implementation. 

The goal of this project is to create a consistent, unified customer database that successfully integrates all 
of NHMLAC’s software systems, enabling staff to gain a 360° view of constituents and significantly 
increase efficiency across all aspects of museum operations, including ticketing, membership, fundraising, 
marketing, educational programming, research and collections, and finance. Activities during Phase II of 
the project will focus largely on the significant degree of customization that will be required for a complex 
institution like NHMLAC, with three museum locations, to seamlessly integrate all operations. Since 
NHMLAC does not have the IT staff capacity to assist with such a large project, we needed to hire a 
specialist in the field to provide dedicated oversight, management, and training support, as each 
department of the museum is integrated into the system. In Phase I, the museum retained a consultant to 
begin work with our core CRM Team to plan and implement the CRM solution. The consultant’s brief 
includes: 1) ensuring that the museum's CRM objectives are met, on time and within budget, 2) complete 
the custom integration of the seven plug-in modules; and 3) clearly communicating project updates and 



Page 2  

 
County of Los Angeles Quality and Productivity Commission 

PRODUCTIVITY INVESTMENT FUND PROPOSAL 
(Please submit the proposal with a cover letter signed by the department head) 

 
Last Updated:  May 1, 2019 

milestones to all museum stakeholders throughout the project implementation with bi-weekly meetings 
and regular progress reports.  
 
The plug-in modules that will need integration are for the Advancement Department’s donor database 
and will include wealth screening and analytics plug-in products. The consultant will also create the 
custom integrations with the Finance Department’s MIP accounting system, connect the Marketing and 
Communications team to a social media analytics and other communications tools, and link the Research 
and Collections Department, which manages the 35 million objects in our collection, to the system as well.  
 
The amount of customization needed was part of the trade-off when selecting a CRM product that would 
integrate with our existing ticketing system, which was of primary importance. Other systems might have 
had more features that were built-in, and therefore required less customization, but the institution 
ultimately felt that being able to keep our existing ticketing system outweighed having to purchase 
additional plug-in modules at the outset. In the final steps of the project, the consultant’s work will also 
include the creation of custom reports for the different departments and training staff on how to use the 
various efficiency tools such as dashboards to track attendance revenue, membership, and fundraising. 
 
EVALUATION/PERFORMANCE MEASURES.  (300 words) Describe what specific outcomes are to be achieved and how the 
project will enhance quality and/or productivity.  
 

The CRM tool will manage and advance our institution’s relationships and interactions with our existing 
and potential donors, members, visitors, and community partners. Its core functions include tools for 
managing interactions with donors, members, and visitors with workflow and productivity enhancements 
that will break down departmental silos, redefine business processes to create alignment, increase 
efficiency, and, in the long term, evolve into a process of continuous improvement. Staff will be able to 
seamlessly segment the database into different constituencies, whether it is a first-time visitor, volunteer, 
donor, member, foundation, or corporate sponsor, so each receives customized messaging.  
NHMLAC's goals and desired outcomes for the CRM project are:  

• Successfully adopt and fully implement an institution-wide CRM solution 

• Align core department platforms and re-focus operations to ensure an enhanced and holistic 
guest experience and maximize earned and contributed revenue opportunities 

• Provide thoughtful, well-timed, mission-consistent customized communications to all constituents 
based on engagement level, needs, and interests 
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Is this an Information Technology project?  If yes, please obtain 
endorsement and sign off from your department’s CIO/IT manager and 
answer question 5 on page 3 below. 

 Yes  No  N/A 

Amount Requested: 

 Loan  Grant   Total
$375,000 $375,000 

Cost Analysis Summary.  Attach detail for A and B, including staff, equipment, supplies, etc. 

Efficiencies and enhanced reporting and analysis tools will impact all areas of Museum operations, with 
the main benefit being service enhancement to the community and potential revenue gains from 
fundraising and marketing activities. Annual costs are currently $20,000 for the fundraising database that 
we are replacing, and $35,500 for the CRM + plugins in years to come.

Implementation   Project   Project Project 
 Period  Year 1   Year 2 Year 3 

A. Annual Cost of Current Process: $  20,000 0 0 0 

B. Estimated Annual Cost of Proposal:* $375,000 0 $35,500 $35,500 

C. Savings (B minus A) 0 0 0 0 

Funds Flow Summary:  Indicate the amount of funds needed during implementation by period (fiscal year and quarter) 

*The $375,000 in grant funds are needed in fiscal year 2022: one payment in the first quarter, and two
additional payments in the third and fourth quarters. After the CRM is implemented in year one, in 
subsequent years the annual costs will become part of the Foundation operating budget. The $35,500 
breaks down as: $15,000 address validation; $13,500 maintenance fees; $7,000 membership plug-in. 
Quality and Productivity Manager (Print and Sign) Project Manager (Print and Sign) 

Telephone Number 

E-mail 

Telephone Number 

E-mail 

Department CIO/IT Manager (Print and Sign) 

Telephone Number 

E-mail 

Budget/Finance Manager (Print and Sign) 

Telephone Number 

E-mail 

Department Head (Print and Sign)     Telephone Number 

E-mail 

** Original Signatures Required ** 

Signature on File Signature on File

Signature on File Signature on File

Signature on File
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 QUESTIONS 

1. Has this proposal been submitted before for a Productivity Investment Fund loan or

grant?   Yes X  No

If so, when (date)? January 10, 2020

2. Was this proposal included in the department's current budget request?

Yes      No X  If no, why not?

Due to the extraordinary circumstances caused by the COVID-19 pandemic and resulting loss of
earned and contributed revenue streams, NHMLAC is not able to absorb the cost of the project within 
its operating budget.  

3. How many years will it take for the loan to be paid back (3 years maximum without

special approval)?  Where will the funds come from to repay the loan?

NHM is requesting a grant, not a loan, due to the tremendous financial demands on the institution’s
operating budget due to COVID and the large capital projects in development.

Hard Dollar Savings Cost Avoidance 

Revenue Generation Other (please explain)   

4. Discuss potential for revenue increase, service enhancement, future cost avoidance

and/or cost savings.  Does it reduce net County cost? No.

Since efficiencies and enhanced reporting and analysis tools will impact all areas of NHMLAC’s
operations, the future cost avoidance and savings is expected to be imbedded throughout day-to-
day operations. Maintenance of the system will be an ongoing need and significant expense, so we
do not see this project as reducing net County costs, but rather as a service enhancement to the
community. By amplifying our commitment to using data in innovative ways, we will advance our
mission, reach the broadest possible audiences, and achieve the strategic goals of the County.

In terms of potential for revenue increases, the Advancement (fundraising) Department is expected
to see gains in membership retention. Currently, fundraising staff are unable to reliably assess
lifetime membership value, tenure, lapsed members, retention rates, or transactional history, nor is
the team able to easily profile potential donors. Staff have to manually overlay ticketing data with
the separate fundraising database for any kind of segmentation analysis. Finally, staff is unable to
assess real-time direct mail and campaign performance to make strategic adjustments to improve
success rates. While it is too early in the process to be able to quantify how large the gains in
contributed revenue might be, the fundraising team will have, for the first time, a powerful tool to
prioritize and qualify donor prospects based on key data and metrics that will enable them to
successfully reach the organization’s ambitious fundraising goals.
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Other areas expected to see potential revenue increases are: marketing and promotion, attendance, 
and the retail store operations both on-site and online. The CRM solution will allow us to collect, 
catalogue, and sort data among customers to understand their interests, demographics, visiting 
preferences, and purchasing habits and make this information accessible across the organization.  

 
In terms of educational programming, both for school groups and the general public, a CRM solution 
will provide an efficient tool for education staff to track participation in field trips, mobile museum 
programs, and educator workshops, and then integrate that information with survey results and 
evaluations, will allow them to understand, in a more holistic way, our relationships with our various 
partners. Our public programs team will be able to collect data about attendee preferences and 
habits to better inform future selection of program topics and presenters. Or, in the case of 
participants who have signed up for free events such as Summer Nights in the Garden and Free 
Tuesdays, we could segment those constituent records and send targeted messaging about future 
free events to encourage them to visit more often. The CRM solution will also enable the museum to 
manage and track our relationships with thousands of schools from over 80 school districts. It can 
even potentially alleviate marketing, evaluation, and survey fatigue among our audiences. If we are 
aware of how often, and who, we are marketing to and asking for input from, then we can avoid 
reaching out to the same people over and over again and re-double our efforts to reach the 
broadest possible range of constituents. 
 

5. (300 words)   How does this proposal extend, amplify, or complement existing cross-
County best and shared practices (including, if applicable, technology or 
sustainability practices); describe the proposed solution in terms of its innovative use 
of technologies to achieve desired business outcomes, and/or Department strategic 
goals and objectives?   
 
An enhanced CRM solution will extend cross-County best practices by empowering NHMLAC staff 
and leadership with impactful tools that provide greater knowledge and insights. Placing our highest 
priority on meeting the needs of our various constituencies, NHMLAC will be better able to serve as 
a hub for our community and foster partnerships to advance the common good. The County’s 
interest in supporting technological advances and acquisitions that increase efficiency will be 
amplified by the implementation of a state-of-the-art CRM solution that will save museum staff 
hours of manual reporting, analysis, and data entry. Having a secure system for data privacy is 
another important benefit that the new CRM solution will provide. 

 
Having tools to accurately track a visitor’s journey, from initial communication through on-site 
engagement and targeted follow-up, is a proven strategy that other museums across the country 
have used to positively impact visitation, retention, and donor conversion rates. The CRM solution 
will help staff focus on increasing earned revenue streams from ticket admissions and on-site sales 
through more targeted marketing efforts, but it will also make it easier and more effective for 
fundraisers to connect with members, donors, foundations, and corporate sponsors, leading to 
potential increases in contributed revenue streams as well. Trust is at the core of every decision to 
support and patronize an organization. The CRM solution’s ability to help us better understand and 
make connections with our audiences will build that trust. Streamlining our operations will also free 
up staff time to devote to the things that matter most to our constituents: producing impactful and 
relevant programming about our natural and cultural worlds.  
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6. (150 words)  Is the proposal a pilot project?  If so, what are the conditions for further
expansion or development?

As mentioned previously, the first phase of the CRM implementation project is complete. With an
additional grant from the Quality and Productivity Commission, NHMLAC will be able to complete
the project.  Once fully implemented, future efforts will focus on maximizing the CRM tool to
continuously provide better and more useful reports and analysis to inform strategic planning and
decision making.

7. (300 words)  Toward which current County objectives will this project maximize and
leverage resources and/or drive innovation and operational effectiveness.  What
current County processes or functions will be eliminated or streamlined via
productivity enhancements and/or quality improvements?

The Museum is ready to join the ranks of peer organizations like the California Academy of Sciences
and the American Museum of Natural History, which have made significant strides in institutional
effectiveness through the adoption of CRM technologies. As one of the most important natural
history museums in the world, with 35 million objects and specimens in its collections, the
effectiveness of the NHMLAC’s operations should reflect its standing as a leader in the field. Locally,
other county departments such as the Music Center of Los Angeles County and the Los Angeles
County Museum of Art have recently implemented CRM solutions.

8. (300 words)  Does this proposal relate to a specific Countywide Strategic Plan goal?
If yes, please explain.

This CRM project aligns with the County’s Strategic Plan Goals II and III:

Goal II, Foster Vibrant and Resilient Communities
Strategy II.2.2   Expand access to recreational and Cultural Opportunities (community outreach)
Strategy II.2.4   Promote Active and Healthy Lifestyles (engage in community science and hikes)
Strategy II.3.3   Address the serious threat of global climate change (through educational activities)

Goal III, Realize Tomorrow’s Government Today
Strategy III.2 Implement technological business solutions to enable County departments to meet

their core mission. 
Strategy III.2.2 Leverage technology to increase visibility and access to programs and services.
Strategy III.3 Continually assess efficiency and effectiveness, maximize and leverage resources.
Strategy III.3.3 Develop and operationalize a range of metrics and measures to track implementation

and outcomes. 
Strategy III.4 Push data and information to internal and external customers, communities, and

partners to enable informed decision-making. 
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9. (150 words)  Does this proposal enhance the County image and/or improve

relationships with the County’s constituents?  Please explain.

Yes. As Los Angeles’ first publicly dedicated cultural institution and a source of pride since its founding 
in 1913, NHMLAC is proposing a CRM project that will enhance the County’s image as innovative and 
forward-leaning and will better reflect the stature of our storied institution in many ways. Since 
NHMLAC currently lags behind our local and national cohort institutions, County residents stand to 
benefit greatly from the enhanced service that a CRM solution will enable. This technology will help 
ensure that our communications and invitations are effectively reaching the right audience, that 
feedback we receive is tracked and incorporated for continuous improvement, and that visitor interests 
are recorded and reflected back to them in the range of meaningful programs, exhibitions, and 
educational content we present. 

10. (150 words)  How might this proposal promote interdepartmental cooperation
including, if applicable, data sharing and program design? 

NHMLAC would be delighted to share our research, tools, and experiences implementing the CRM 
solution with any of our County departmental partners. In addition, once the solution is implemented 
and our operations are integrated and streamlined, reporting capabilities to the County and other 
funders will be enhanced and information-sharing with other departments will be more convenient. 

11. (150 words)  Where did the original idea for this project come from?

The need for a CRM solution has been identified by museum leadership for some time, as it is currently 
the dominant topic at museum conferences and executive suites across the country as an essential 
lifeline for institutions. However, undertaking such a large and expensive project—one with 
ramifications across every aspect of the institution’s operations—calls for a well-considered approach. 
Under President and Director Lori Bettison-Varga’s leadership, the museum has created a 
comprehensive strategic framework that guides every aspect of its operations. The QPC has generously 
supported two recent NHMLAC projects, both of which go to the heart of its strategic goal be a museum 
“of, for, and with Los Angeles.” Once implemented, this innovative technology will further strengthen 
our ability to celebrate and illuminate L.A.’s richly diverse natural and cultural history, to serve as a civic 
anchor for the community, an effective partner for the County, and a hub for telling stories with global 
relevance and local impact. 
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12. When will the funds be needed?  Please indicate the amount needed by fiscal year

and quarter: 

2019-20  2021-22    

1st Quarter $ 1st Quarter  $ 175,000 

2nd Quarter $ 2nd Quarter $  

3rd Quarter $ 3rd Quarter $ 100,000 

4th Quarter $ 4th Quarter $ 100,000 

2022-23    2023-24    

1st Quarter $  _______   1st Quarter  $  

2nd Quarter $  2nd Quarter $  

3rd Quarter $  3rd Quarter $  

4th Quarter $  4th Quarter $  

IMPLEMENTATION PLAN 

Phase I - COMPLETE 

KEY MILESTONES START DATE FUNDS NEEDED FUNDS REPAID 

Begin RFP and system 
selection process; form 
inter-dept. core team 

January 2020 $0  

Hire consultant/temp 
support to prep 300,000 
records in Millennium for 
conversion 

October 2020 $300,000   $0  

Set up licenses, continue 
data clean-up in 
preparation for migration 

March 2021 $0  

Begin data conversion 
and migration for primary 
systems (ticketing and 
fundraising database) 

May 2021 $0  
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Phase II Timeline 

KEY MILESTONES START DATE FUNDS NEEDED FUNDS REPAID 

Begin priority 
customization and 
integrations; data 
validation and testing; 
training of key end-users 

July 2021 $175,000   $0  

Secondary plug-in 
integrations; additional 
training 

January 2022 $100,000   $0  

Expand training and 
licenses across all depts 
and stakeholders; form 
User Groups and define 
strategy for ongoing 
enhancements and data 
optimization 

June 2022 $100,000   $0  

LINE ITEM BUDGET DETAIL 
(Work with your Budget Analyst) 

Phase I Budget (to June '21) - COMPLETE Expense 

CRM+ System Implementation + Licenses $232,000 

Data Prep/Clean Up $18,000 

CRM Project Manager Consultant $50,000 

Phase I Total $300,000 

Phase II Budget (July '21 to Dec '22)** Expense 

CRM, Ticketing, Donor+ Software Licenses $95,300 

Galaxy Membership Portal (support + upgrade to 
latest system) 

$27,200 

Galaxy to MIP Flow\Connector Build $20,000 

PLUG-INs to CRM+ = Digital Membership Cards, 
Email Marketing, Online Forms and Surveys, 
Social Media, Wealth Screening/Analytics, 
Contact Verification 

$82,500 

CRM Project Consultant $150,000 

Phase II Total $375,000 

**NHM will be contributing countless hours of staff time across all departments to collaborate on the 
implementation of the project, resources that will be allocated from the Foundation’s operating budget. 



 
 
May 19, 2021 
 
 
 
Ms. Arlene Barrera 
Auditor-Controller 
500 West Temple Street, Room 525 
Los Angeles, California  90012 
 
Dear Ms. Barrera: 
 
Thank you for a very informative update received at the Quality and 
Productivity Commission’s Department Visit on May 10, 2021.  
Commissioners appreciated the demonstration of the County’s 
comprehensive Emergency Response Tracking (ERT) Program.  The 
ERT was developed in partnership with the Chief Executive Office – 
Office of Emergency Management, Internal Services Department, and 
the Department of Human Resources to monitor COVID-19 financial, 
payroll and human resources costs from various data sources. The ERT 
has tracked approximately $1.7 billion in COVID-19 related costs.   
 
Commissioners also commend the Department’s partnership with the 
Treasurer and Tax Collector and the Department of Children and Family 
Services to create financial literacy seminars for foster youth.  The 
Financial Literacy for Foster Youth program is part of the 2020 Chair’s 
Challenge to identify programs or strategies that demonstrate an 
innovative way the County is serving youth.  The Department is finalizing 
the first module—a video discussing a paycheck.  Future modules will 
cover topics such as bank accounts, taxes, budgeting, and the 
importance of good credit scores. 
 
Commissioners were interested to hear of the Skilled Nursing Facility 
Dashboard, created in partnership with the Department of Public Health 
to comply with California Department of Public Health requirements.  
The dashboard provides self-reported weekly information on the number 
of COVID-19 tests performed and persons diagnosed with COVID-19 at 
a skilled nursing facility. 
 
Commissioners also commend your initiatives to improve productivity 
and efficiency throughout the Department, including in the following 
areas: 
• Implementing the Early Warning System (EWS) to ensure accuracy,  

prevent fraud and improve the timeliness to process vendor direct 
deposit applications  

• 
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• Developing an Overtime Reporting Dashboard, which consolidates different reports, 

allows a broader and more flexible oversight of the data, and provides real-time data and 
analysis 

• Consolidating ACIS staff (audit, contract monitors, investigators) into existing County 
space and not renewing the lease at the World Trade Center—a savings of approximately 
$1 million annually due to the elimination of building lease costs  

 
We look forward to working with you as you address challenges that may require other 
operational enhancements, including: 
• Addressing the aging LA County Property Tax system, which collects over $22 billion in 

revenue for County taxing jurisdictions, and the Financial and HR systems (eCAPS and e-
HR)  

• Expanding the development and use of Data Analytics and Reporting to promote a data 
driven culture and ensure the County can continue to leverage and use its data to make 
vital operational decisions.   

• Launching a Payroll Academy to train County departmental payroll staff and ensure they 
have the tools and knowledge to compensate County employees timely and correctly 

 
Thank you for a productive meeting.  We will continue to work closely with your Productivity 
Managers, Dulce Maycumber, Lisa Canada, Cindy Lee, and Susan Linschoten.  Please 
contact Jackie Guevarra, Executive Director, at jguevarra@bos.lacounty.gov for additional 
information.  

 
Sincerely, 

  
 
 

JACKI BACHARACH 
Chair 
 
JB:JTG 

 
c: Fesia Davenport, Chief Executive Officer 
 Joseph Nicchitta, Acting Chief Deputy 
 Celia Zavala, Executive Officer, Board of Supervisors 

Commissioner Maxwell Billieon 
Commissioner Viggo Butler 
Commissioner Teresa Dreyfuss 
Commissioner Rodney Gibson 
Commissioner J. Shawn Landres 
Commissioner Edward McIntyre 
Commissioner William B. Parent 
Commissioner William Wright 
Arman Depanian, Network Chair 
Dulce Maycumber, Productivity Manager  
Lisa Canada, Productivity Manager (Alternate) 
Cindy Lee, Productivity Manager (Alternate) 
Susan Linschoten, Productivity Manager (Alternate) 
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June 14, 2021 

 
 
 
Ms. Lisa Garrett 
Director of Personnel 
Department of Human Resources 
500 West Temple Street, Room 579 
Los Angeles, California  90012 
 
Dear Ms. Garrett: 
 
Thank you for a very informative update received at the Quality and 
Productivity Commission’s Department Visit on May 26, 2021.  
Commissioners appreciated the outstanding presentation and executive 
summary which provided commissioners with relevant information essential to 
an effective and productive meeting.  We also commend the Department’s 
response to the COVID-19 pandemic, particularly the coordination and 
reassignment of approximately 50,000 County employees as Disaster Service 
Workers in partnership with 37 departments to work on pandemic-related 
projects and tasks.   
 
The Commissioners further applaud the Department’s efforts to support other 
departments and the 44% of County employees working remotely.  The 
Department served as the countywide lead in providing policy and guidance 
on telework.  The Department also established the 24-hour Life Assistance 
Program, a 24-hour crisis and intervention program that offers services to 
employees and their families, and the DIAlogue training series to address 
racism and the civil unrest events of 2020. 
 
Commissioners were pleased to hear an update on the Hiring Innovation 
Project, which received a Productivity Investment Fund grant in 2018.   The 
Department worked with a consultant to evaluate and make 
recommendations on the County hiring process in three major phases: Exam 
Phase, List Phase, and Onboarding Phase.  The project included a holistic, 
end-to-end review of County hiring processes with a goal to identify 
efficiencies, enhancements and improvements. 
 
Commissioners also commend your initiatives to improve productivity and 
efficiency throughout the Department, including in the following areas: 
• Working on the County Training Modernization Project to upgrade the 

Sexual Harassment Prevention Training, configure an additional server to 
allow use of mobile devices to complete training, and train departmental 
staff to enable in-house updating of current online trainings 
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• Partnering with Udemy to offer over 5,000 classes to County employees, including curated 

classes—to date over 1 million minutes of learning have been completed  
• Increasing the use of telework (75.1% of staff will telework) and hoteling by decreasing 

existing lease space by 43.6% in square footage, converting cubicles to “hotel spaces, and 
using Officespace, a hoteling desk reservation software, to efficiently allocate desk space 

• Fostering diversity in executive level positions by using implicit bias and competency 
training to recruit talent to the County 
 

We look forward to working with you as you address challenges that may require other 
operational enhancements, including: 
• Collaborating with the Chief Executive Office and the Women and Girls Initiative to 

administer the County Employee Climate Change survey to better understand aspects of 
the employee experience. 

• Using data-driven decision making by developing a database that identifies special 
employee skill sets (for emergent situations), Fair Chance database which captures 
information to improve employment prospects for justice-involved populations, and GPS 
tracking for hoteling 

• Expanding the digital workforce by leveraging existing resources (e.g., use of mobile apps, 
social media, etc.)  
 

Thank you for a productive meeting.  We will continue to work closely with your Productivity 
Managers, Leslie Foxvog and Molly Gonzalez.  Please contact Jackie Guevarra, Executive 
Director, at jguevarra@bos.lacounty.gov for additional information.  

 
Sincerely, 

 
JACKI BACHARACH 
Chair  
 
JB:JTG  

 
c: Fesia Davenport, Chief Executive Officer 
 Joseph Nicchitta, Chief Deputy 
 Celia Zavala, Executive Officer, Board of Supervisors 

Commissioner Viggo Butler 
Commissioner Evelyn Gutierrez 
Commissioner Edward McIntyre  
Commissioner Blaine Meek 
Commissioner William B. Parent 
Arman Depanian, Network Chair 
Leslie Foxvog, Productivity Manager  
Molly Gonzalez, Productivity Manager (Alternate) 
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June 8, 2021 

 
 
Mr. Bobby D. Cagle 
Director  
Department of Children and Family Services 
425 Shatto Place, 6th Floor 
Los Angeles, California  90020 
 
Dear Mr. Cagle: 
 
Thank you for a very informative update received at the Quality and 
Productivity Commission’s Department Visit on May 27, 2021.  
Commissioners commend the Department’s mission to promote child safety 
and well-being and its comprehensive initiative and roadmap—Invest LA—to 
promote system improvements in safety, permanency, and well-being for 
children in the County’s child welfare system.  The initiative focuses on 1) 
strengthening children, youth, and families; 2) workforce excellence; and 3) 
communities of hope. 
 
The Commissioners support the Department’s efforts on homelessness, 
particularly its collaboration with the Los Angeles County Development 
Authority’s Lease in Place program to provide permanent supportive housing 
and the Los Angeles Family Housing to implement a new housing program for 
child welfare involved families experiencing homelessness.  
 
Commissioners appreciated the update on the Time2Connect (T2C) project, 
partially funded by the Productivity Investment Fund, which would streamline 
and improve visitation arrangements for over 1.3 million visits and standardize 
the process across regional offices.  The Department-wide rollout of T2C is 
planned to begin in July 2021 and will conclude in November 2021.   
 
Commissioners were pleased to hear that the National Association of 
Counties (NACo) recognized the Department’s Child Abduction Web 
Application with a NACo Achievement award this year.  The application was 
designed to save staff, particularly social workers, time in reporting and 
accessing child abduction information. 
 
Commissioners also commend your initiatives to improve productivity and 
efficiency throughout the Department, including in the following areas: 
 
• Applying Data-Driven Decision Making (DDDM) to determine if key 

departmental goals are being achieved, including use of a dashboard to 
track performance around safety and permanency, and the 4 Disciplines 
of Execution to set goals and improve behavior, performance, and 
outcomes  
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• Implementing the e-Filing system of court reports and delivery to legal advocates for timely 

submission during the early months of the Covid-19 pandemic when the Dependency 
Courts were closed  

• Expanding the Quality Improvement Section to the Continuous Quality Improvement 
Division and using data and findings from all reviews to highlight best practices and 
opportunities for improvement at all levels of the Department   

• Applying Data-Driven Decision Making (DDDM) to determine if key departmental goals are 
being achieved, including use of a dashboard to track performance around safety and 
permanency, and the 4 Disciplines of Execution to set goals and improve behavior, 
performance, and outcomes  
 

We look forward to working with you as you address challenges that may require other 
operational enhancements, including: 
 
• Building an electronic filing structure that leverages scanning, indexing, and Optical 

Character Recognition (OCR) to digitize millions of pages of paper documents from existing 
case files 

• Providing information across County departments (e.g., Parks and Recreation) to ensure 
mandated reporters are aware of reporting requirements post-pandemic 

• Working with the Anti-racism, Diversity, and Inclusion (ARDI) Committee to co-create plans 
to address diversity, equity and inclusion challenges countywide and to align the goals of 
ARDI with the Department’s Office of Equity work plans around equity 
 

Thank you for a productive meeting.  We will continue to work closely with your Productivity 
Manager, Arman Depanian  Please contact Jackie Guevarra, Executive Director, at 
jguevarra@bos.lacounty.gov for additional information.  

 
Sincerely, 

 
JACKI BACHARACH 
Chair  
 
JB:JTG  

 
c: Fesia Davenport, Chief Executive Officer 
 Joseph Nicchitta, Chief Deputy 
 Celia Zavala, Executive Officer, Board of Supervisors 

Commissioner Viggo Butler 
Commissioner Rod Gibson 
Commissioner Nancy Harris 
Commissioner Nichelle Henderson 
Commissioner Shawn Landres 
Commissioner Edward McIntyre  
Commissioner William B. Parent 
Arman Depanian, Productivity Manager 
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June 22, 2021 
 
 

 
Mr. Dean C. Logan 
Registrar-Recorder/County Clerk  
12400 Imperial Highway 
Norwalk, California  90650 
 
Dear Mr. Logan: 
 
Thank you for a very informative update received at the Quality and 
Productivity Commission’s Department Visit on June 7, 2021.  The 
Commissioners commend the Department’s successful implementation of the 
Los Angeles County’s New Voting System – Voting Solutions for All People 
(VSAP) during the 2020 presidential election cycle.  
 
The Commissioners also appreciated hearing about the Department’s Voter 
Education Campaign to educate voters about the new voter experience and 
to inform voters of their options for voting safely during the COVID-19 
Pandemic.  The Department executed an extensive multi-lingual, multi-media 
campaign and engaged with experts in the media and communications 
industry to implement its Countywide media campaign titled Every Vote In. 
The campaign utilized various platforms to reach voters (e.g., print, radio, 
television, social media, digital bulletins, mobile billboards, etc.). 
 
The Commission further applauds the Disaster Service Worker (DSW)  
Election Worker Program to staff/operate 791 Vote Centers.  With 100% of 
County departments participating, this collaborative effort recruited 7,400 
County employees to participate in the DSW Election Worker Program.  
 
The Commission congratulates the Department on two U.S. Election 
Assistance Commission (EAC) Clearing House Awards, the only jurisdiction 
in the country to win two awards for Improving Accessibility for Voters with 
Disabilities: Flex Vote Center Program and Outstanding Innovations in 
Election Cybersecurity and Technology. 
 
Commissioners were pleased to hear an update on the Continuous 
Improvement Summit, which received a Productivity Investment Fund grant in 
2018.The Summit was held on July 25, 2019 with over 370 people in 
attendance from approximately 27 Departments.  
 
Commissioners also commend your initiatives to improve productivity and 
efficiency throughout the Department, including in the following areas: 
• Enhancing public services through use of technology: online 

appointments, web-based requests for marriage licenses and marriage 
ceremonies, web-based phone operators, bot technology, and chat 
services 
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• Partnering with community organizations, advocacy groups, private companies, 
professional sports organizations, school districts and the Board of Supervisors to deploy 
791 Vote Centers, including 87 Flex Vote Centers, throughout the County during the 2020 
presidential election, with 118 of those vote centers open for 11 days and 673 open for 5 
days  

• Expanding the Ballot Drop Box program to ensure adequate geographic coverage across 
the County for voters to safely return their ballot—a total of 402 Drop Boxes were placed 
throughout the County in time for the 2020 General Election – doubling the number used in 
the Primary.  
 

We look forward to working with you as you address challenges that may require other 
operational enhancements, including: 
• Working with the Department of Human Resources, County Counsel, and the Chief 

Executive Office to draft a County Ordinance to modify the County Employee Poll Worker 
Program based on the 2020 DSW Election Worker Program  

• Expanding online services relating to Fictitious Business Filings and Professional 
Registrations while continuing mail and web-based services when in-person services 
resume 

• Integrating telework into the Department’s long-term operational plans, including identifying 
hoteling opportunities for staff and ensuring availability of IT tools and equipment necessary 
to support a mobile work force 
 

Thank you for a productive meeting.  We will continue to work closely with your Productivity 
Manager, Alexander Ogunji.  Please contact Jackie Guevarra, Executive Director, at 
jguevarra@bos.lacounty.gov for additional information.  

 
Sincerely, 

 
JACKI BACHARACH 
Chair  
 
JB:JTG  

 
c: Fesia Davenport, Chief Executive Officer 
 Joseph Nicchitta, Chief Deputy 
 Celia Zavala, Executive Officer, Board of Supervisors 

Commissioner Viggo Butler 
Commissioner Evelyn Gutierrez 
Commissioner Nichelle Henderson 
Commissioner Edward McIntyre 
Commissioner E. Scott Palmer 
Commissioner Jeffrey J. Penichet 
Commissioner William R. Wright  
Arman Depanian, Network Chair and Productivity Manager 
Alexander Ogunji, Productivity Manager 
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June 22, 2021 

 
 
Mr. Mark Pestrella 
Director 
Department of Public Works 
900 South Fremont Avenue 
Alhambra, California  91803 
 
Dear Mr. Pestrella: 
 
Thank you for a very informative update received at the Quality and 
Productivity Commission’s Department Visit on June 10, 2021.  
Commissioners commend the Department’s vision and mission to become 
the most trusted public agency in the region and deliver regional infrastructure  
and services that improve the quality of life for the 10+ million County 
residents.  The Department builds trust through community awareness, 
inclusivity, equity, while innovating for public service. 
 
The Commissioners support the Department’s priority efforts on delivering 
21st century infrastructure, combatting homelessness, and reinvesting in the 
Department’s workforce.  These efforts include (1) developing Infrastructure 
LA, a regional forum for strategic collaboration between the public and private 
sector aimed at building the next generation of infrastructure that advances 
sustainability, resilience, and equity in the Los Angeles region, (2) combatting 
homelessness by playing a major role in the construction of interim, 
transitional, permanent, and affordable housing for the homeless—including 
the Restorative Care Village Project at LAC+USC Medical Center in Boyle 
Heights – a first-in-the-nation mental health and well-being campus dedicated 
to meeting the needs of the County’s most vulnerable residents, and (3) 
leading a Department-wide Workforce Reinvestment initiative and strategies 
for recruitment, onboarding, training, and succession planning to become the 
employer of choice in the region.  
 
Commissioners appreciated the update on the Los Angeles River Master Plan 
and learning that the Plan and corresponding Program Environmental Impact 
Report is scheduled to be adopted by late 2021. 
 
Commissioners also commend your initiatives to improve productivity and 
efficiency throughout the Department, including in the following areas: 
 
• Implementing Public Service in Action, a weekly profile of Public Works 

employees providing their services to the community or in support of an 
internal costumer; this employee storytelling is aimed to support the 
agency’s culture, boost morale, and keep the workforce connected.  
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• Providing a workplace where employees are valued and empowered to make a difference 

in an environment of respect, fairness, and understanding—the Department identified over 
61 projects in FY 2020-2021 to promote a more supportive and inclusive work environment 
(e.g., learn how employees were coping during the pandemic) 
 

We look forward to working with you as you address challenges that may require other 
operational enhancements, including: 
 
• Expanding the use of technology for services such as online permitting, entitlement, and 

project inspection, electronic plan checking and e-filing systems, and preservation of 
historical photographic documentation 

• Resuming work on the Food Waste Recycling Initiative which facilitates the donation of 
edible food and the collection and recycling of non-edible food waste at businesses in the 
unincorporated areas of the County  

• Identifying trends in Multi-Modal Transportation and opportunities for pedestrians, 
bicyclists, and transit users to support regional mobility, recreation, and healthy lifestyles  
 

Thank you for a productive meeting.  We will continue to work closely with your Productivity 
Managers, Leslie Schenk and Cristina Arechiga.  Please contact Jackie Guevarra, Executive 
Director, at jguevarra@bos.lacounty.gov for additional information.  

 
Sincerely, 

 
JACKI BACHARACH 
Chair  
 
JB:JTG  

 
c: Fesia Davenport, Chief Executive Officer 
 Joseph Nicchitta, Chief Deputy 
 Celia Zavala, Executive Officer, Board of Supervisors 

Commissioner Viggo Butler 
 Commissioner Shawn Landres 
 Commissioner Blaine Meek 
 Commissioner Edward McIntyre 
 Commissioner Scott Palmer 
 Commissioner Will Wright 
 Arman Depanian, Network Chair  
 Leslie Schenk, Productivity Manager 
 Cristina Arechiga, Productivity Manager (Alternate) 
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June 22, 2021 
 
 
 
Mr. Keith Knox 
Treasurer and Tax Collector 
500 West Temple Street, Room 437 
Los Angeles, California 90012 
 
Dear Mr. Knox: 
 
Thank you for a very informative update received at the Quality and 
Productivity Commission’s Department Visit on June 14, 2021.  
Commissioners were truly impressed with the success of your on-line 
auctions.  Online auctions enabled the Public Administrator to increase 
the average number of annual auctions from 5 to 18, double the total 
annual average number of bidders to just over 2,500, and increase 
estate proceeds by over $2 million.  Changing from live to online 
auctions has also saved the department $30,000 in annual costs.   
 
Commissioners also commend the Department’s efforts during the 
pandemic to publish advertisements in multiple non-English newspapers, 
directing constituents to multi-lingual website statements and frequently 
asked questions to ensure impacted property owners were aware of tax 
relief available. Your media campaign ensured communities received 
information in their native language and directed them to your website to 
request a penalty cancellation due to economic impacts of the ongoing 
pandemic.   
 
Commissioners were also impressed with the results of your Operation 
Self-Serve Initiative.  The challenge was to find ways to shift routine 
taxpayer inquiries from the phones to the web, so you could allocate 
limited resources more strategically. Operation Self-Service allows 
property owners to find commonly requested information quickly on your 
new website through automated processes.  Self-serve applications 
have assisted with common inquiries such as payment history, tax 
penalty cancellations, and requests for duplicate property taxes.  During 
the pandemic, your penalty cancellation requests went from 2-3 
thousand to over 49,000 requests online.  Over 80% who requested a 
penalty cancellation have paid their taxes. 
 
Commissioners also commend your initiatives to improve productivity 
and efficiency throughout the Department, including the following areas: 
• In March 2020, the Department implemented an application to 

process unsecured (personal) property tax payments online, by 
electronic check (eCheck) or major credit and debit cards, 24 hours a  
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day, 7 days a week until the delinquency date.  From March 2020 through March 2021, 
approximately 14% of the total current year of unsecured property tax payments were 
made online.  

• Developing a property tax management system that allows taxpayers with single or 
multiple parcels to create an account online and be able to pay taxes on those accounts 
more easily. 

• Collaborating with other County agencies to help secure tax-defaulted properties through 
Chapter 8 Agreement Sales for Community Land Trusts to create long-term affordable 
housing.  You have also created a new website inventory of properties and are 
proactively reaching out to various organization and cities. 

 
We look forward to working with you as you address challenges that may require other 
operational enhancements, including: 
• Replacing your property tax (legacy) system.  You are working with the Auditor-Controller 

and emphasizing the need to identify funding to replace the outdated system to the Chief 
Executive Office.  You are also looking at the City/County of San Francisco, which 
recently launched a new multi-million property tax system, to obtain lessons learned 
before procuring a system in the County in the future. 

• Addressing equipment needs for telework readiness.  The department needs additional 
information technology equipment to support and enable a consistent and seamless 
transition between in-office and remote work.  Funding is needed to purchase laptops, 
laptop peripherals, monitors with webcams, and headsets. 

 
Thank you for a productive meeting.  We will continue to work closely with your Productivity 
Managers, Matthew Gonzales.  Please contact Jackie Guevarra, Executive Director, at 
jguevarra@bos.lacounty.gov for additional information.  

 
Sincerely, 
  
 
JACKI BACHARACH 
Chair 
 
LP:JTG 

 
c: Fesia Davenport, Chief Executive Officer 
 Joseph Nicchitta, Acting Chief Deputy 
 Celia Zavala, Executive Officer, Board of Supervisors 

Commissioner Viggo Butler 
Commissioner Rodney Gibson 
Commissioner Huasha Liu 
Commissioner Edward McIntyre 
Commissioner Jeff Penichet 
Commissioner William Wright 
Arman Depanian, Network Chair 
Matthew Gonzales, Productivity Manager  
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